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PERCEPCIJE PUTNIKA O PERFORMANSAMA USLUGA Z R A C N I H LUKA -
TRODIMENZIONALNA ANALIZA VAZNOSTI I PERFORMANSI
PASSENGER PERCEPTIONS OF AIRPORT SERVICE PERFORMANCE -
A THREE-DIMENSIONAL IMPORTANCE-PERFORMANCE ANALYSIS
SA¿ETAK: Za turiste koji putuju zracnim prijevozom zracne luke u pravilu predstavljaju mjesto
na kqjem se stvara tijihova prva i posljednja impresija o destinaciji. Stoga zracne luke nisu samo va-
zan element turisticke infrastrukture koja omogucava turisticke tokove, nego i znacajan element turi-
stickog dozivljaja koji pddonosi stvaranju zadovoljstva/nezadovoljstva turista. Cilj ovog rada je
predstavljanje novog analitickog okvira strateskog odredivanja prioriteta u poboljsanju kvalitete us-
luga zracnih luka. Valjanost metodoloskog okvira testirana je empirijskim istrazivanjem na uzorku od
1017 putnika u jednoj od najvecih hrvatskih zracnih luka primjenom tehnike anketnog ispitivanja.
Najznacajnije prednosti predlozenog analitickog okvira su (i) tjesavanje nekih nedostataka tradicio-
nalnog pristupa analizi vaznosti i performansi, te (ii) uvazavanje mozebitnih asimetricnih efekata u
stvaranju zadovoljstvo korisnika.
K L J U C N E RIJECI: performanse usluga zracnih luka, analiza vaznosti i performansi, analiza
kazni i nagrada
SUMMARY: For tourists travelling by air, airports typically represent the places where their first
and last impression of a destination is formed. Airports are thus not only an important element of the
tourism infrastructure that facilitates tourism flows, but also an important element of the tourism ex-
perience that contributes to the creation of tourist satisfaction/dissatisfaction. In light of this, the aim
of this study is to introduce a new analytical framework for prioritizing airport passenger services in
quality improvement strategies. The managerial value of the framework is demonstrated in an empiri-
cal study which involved a survey of 1017 airline passengers at a major Croatian intemational airport.
The main advantages of the proposed framework are that (a) it solves several shortcomings of tradi-
tional importance-performance analysis and (b) it accounts for possible asymmetric effects in cus-
tomer satisfaction.
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1. UVOD
Za turiste koji putuju zracnim prijevo-
zom zracne luke u pravilu predstavljaju
mjesto stvaranja prve i posljednje impresije
0 destinaciji. U tom kontekstu zracne luke
nisu samo vazan element turisticke infras-
trukture koja omogucuje turisticke tokove,
nego i vazan element turistickog dozivljaja
koji pridonosi stvaranju zadovolj-
stva/nezadovoljstva turista. Kako zracne
luke posluju u sve manje reguliranom pos-
lovnom okruzenju izlozene su i sve snazni-
joj konkurenciji u privlacenju zracnih prije-
voznika i putnika. Stoga, pruzanje usluga
visoke kvalitete, koje zadovoljavaju potrebe
1 zelje korisnika, postaje strateski cilj trzisno
orijentiranog menadzmenta u zracnim lu-
kama, jer predstavlja preduvjetu aktiviranje
usluzno-profitnog lanca (Kamakura et al.,
2002.).
Menadzeri u zracnoj luci, koji namjera-
vaju podici razinu sveukupnog zadovoljstva
korisnika (SZ), suoceni su s dvije vazne za-
dace. Na jednoj strani moraju identificirati
elemente usluge koji predstavljaju kljucne
izvore zadovoljstva i nezadovoljstva koris-
nika (ZK/N) te za te potrebe provode ispiti-
vanja korisnika usluga kako bi dobili uvid u
podrucja dobrih i losih performansi usluga
zracnih luka. Na drugoj strani, zbog ograni-
cenja budzeta menadzeri moraju odrediti
prioritete poboljsanja elemenata usluge na
nacin koji ce ucinkovito djelovati na podi-
zanje razine SZ. Da bi se to postiglo ele-
mentima usluge se u pravilu pridruzuju raz-
liciti ponderi ovisno o njihovoj vaznosti za
korisnika.
Cesto primjenjivan istrazivacki alat za
odredivanje prioriteta na opisani nacin je
analiza vaznosti i performansi (AVP) (Mar-
tilla i James, 1977.). Medutim, unatoc veli-
kom broju AVP-studija koje su objavljene u
medunarodnim recenziranim casopisima,
medu istrazivacima jos uvijek ne postoji
konsenzus oko nekoliko konceptualnih pita-
1. INTRODUCTION
For tourists travelling by air, airports
typically represent the places where their
first and last impression of a destination is
formed. In this regard, airports are not only
an important element of the tourism infra-
structure that facilitates tourism flows, but
also an important element of the tourism
experience that contributes to the creation of
tourist satisfaction/dissatisfaction. More-
over, contemporary airports operate in an
increasingly deregulated business environ-
ment as they face fierce competition in at-
tracting both airlines and passengers. As a
consequence, providing high quality ser-
vices that meet the needs and desires of
customers becomes a strategic objective for
the market-oriented airport management, as
this is a precondition for activating the ser-
vice-profit chain (Kamakura et al., 2002).
Airport managers who aim to increase the
level of overall satisfaction (OS) are con-
fi-onted with two main tasks. On the one hand,
they need to identify those service elements
that represent sources of customer satisfaction
and dissatisfaction (CS/D). In this regard,
customer surveys are frequently conducted to
get insight into areas of poor and good airport
service performance. On the other hand, given
budget constraints, airport managers also need
to prioritize service elements for improvement
in a way that effectively and efficiently in-
creases the level of OS. For this purpose, the
various service elements are typically assigned
different weights based on their importance
for the customer.
A commonly used research tool used to
prioritize service elements in the way de-
scribed is the importance-performance analy-
sis (IPA) (Martilla and James, 1977). Despite
dozens of IPA studies published in interna-
tional peer-reviewed journals, there is, how-
ever, no consensus among researchers with
regard to several conceptual aspects of IPA.
As a consequence, several, methodologically
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nja vezanih uz AVP. Kao posljedica toga u
literaturi je prisutno nekoliko metodoloski
vrlo razlicitih varijanti AVP. Stoga se u idu-
cem poglavlju najprije daje kratak pregled
ove tehnike i raspravlja se o glavnom kon-
ceptualnom problemu analize, t. j . operacio-
nalizaciji vaznosti. Temeljem rasprave, me-
nadzerima se predlaze poboljsani AVP ok-
vir koji im moze posluziti kao snazan dijag-
nosticki alat u donosenju odluka o priorite-
tima poboljsanja usluga zracnih luka.
quite distinct, IPA variants have emerged in
the literature. The following section of this
paper thus provides a brief overview of the
technique, along with a brief discussion of
the technique's main conceptual problem, i.e.
the assessment of importance weights. Based
on the discussion, an improved IPA frame-
work is introduced which provides airport
managers with a powerful diagnostic tool in
decision-making about improvement-priori-
ties of airport services.
2. ANALIZA VAZNOSTI I
PERFORMANSI
U klasicnoj AVP za konstmiranje dvo-
dimenzionalne matrica koriste se ocjene va-
znosti i performansi. Dobivena matrica se
potom dijeli na cetiri kvadranta i to najcesce
koristenjem aritmeticke sredine svih ocjena
vaznosti i performansi kao granicne vrijed-
nosti. Ovisno o polozaju elemenata u mat-
rici moguce su i razlicite implikacije na up-
ravljanje elementima usluge (vidi Prikaz 1).
2, IMPORTANCE-
PERFORMANCE ANALYSIS
In a typical IPA, scores of the importance
and performance of the analyzed service
elements are used to construct a two-dimen-
sional grid. The grid is then divided into four
quadrants, most frequently by using grand
means of performance and importance scores
as thresholds. Depending on the elements'
positionings across the grid, several manage-
rial implications with regard to the service
elements can be inferred (see Fig. 1).
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Upravljacka vrijednost AVP za mena-
dzere dokumentirana je u velikom broju
studija koje su primjenjivale ovu tehniku za
odredivanje prioriteta u poboljsanju raznih
usluga iz podmcja: (i) turizma i ugostitelj-
stva (npr. Zhang i Chow, 2004.); (ii) zrac-
nog prijevoza (npr. Chen i Chang, 2005.);
(iii) zdravstvene zastite (npr. Abalo et al.,
2006.); te (iv) bankarstva (npr. Joseph et al.,
2005). Medutim, unatoc tome sto je ova te-
hnika prvi puta predstavljena prije vise od
30 godina, operacionalizacija vaznosti u
AVP jos uvijek ostaje nedovoljno nerazrije-
seno pitanje, pa brojni autori dovode u pita-
nje i pouzdanost i valjanost AVP rezultata
(npr. Oh, 2001.).
2.1. Operacionalizacija vaznosti u
AVP
Nacelno postoje dvije osnovne vrste
mjera vaznosti atributa (VA) koje se prim-
jenjuju u AVP: mjere eksplicitne VA, i
mjere implicitne VA. Mjere eksplicitne VA
dobivaju se direktno od korisnika, najcesce
primjenom ljestvica za direkmo ocjenjiva-
nje, rangiranje ili ljestvicama s konstantnim
zbrojem. Eksplicitna VA stoga se naziva i
verbaliziranom vaznoscu. Mjere implicitne
VA dobivaju su indirektno, naj cesce regre-
sijom performansi na razini atributa (neza-
visna varijabla) i globalnom ocjenom per-
formansi (zavisna varijabla - npr. sveuku-
pno zadovoljstvo). Implicitna VA stoga se
naziva i statisticki deriviranom VA. Kako
nekoliko studija nije uspjelo potvrditi no-
molosku i konvergentnu valjanost izmedu
eksplicitnih i implicitnih mjera VA (npr.
Barias, 2003.; Wiley et al., 1977.), u litera-
turi se jos uvijek raspravlja o najprikladni-
jim mjerama VA (npr. Aigbedo i Parames-
waran, 2004.). Medutim, pregledom AVP
literature stjece se dojam da su istrazivaci
previdjeli znacajne rasprave o mjerenju VA
u opcoj literaturi iz marketinga/mena-
dzmenta. Tako postoji uvrijezeni stav da je
VA multidimenzionalni koncept, te da
The managerial value of IPA is well
documented in a large number of studies
which have employed the technique to pri-
oritize improvements in a variety of services,
including: (i) tourism and hospitality (e.g.
Zhang and Chow, 2004); (ii) air trans-
portation (e.g. Chen and Chang, 2005); (iii)
health care (e.g. Abalo et al., 2006); and (iv)
banking (e.g. Joseph et al., 2005). However,
although the technique was introduced more
than 30 years ago, the assessment of im-
portance weights to be used in IPA still re-
mains a not completely clarified issue, which
is why several authors question the validity
and reliability of IPA results (e.g. Oh, 2001).
2.1. The assessment of importance-
weights In IPA
Basically, there are two distinct types of
measures of attribute importance (AI) which
are used in IPA: explicit AI measures and
implicit AI measures. Explicit AI measures,
on the one hand, are obtained directly from
the customer, most usually by means of di-
rect rating-, ranking- or constant-sum scales.
Explicit AI thus is also referred to as self-
stated importance. On the other hand, im-
plicit AI measures are obtained indirectly,
most usually by regressing attribute-level
performance against a global measure of per-
formance (e.g. overall satisfaction). Implicit
AI thus is also referred to as statistically-de-
rived AI. Since several studies failed to con-
firm nomological and convergent validity
between explicit and implicit measures of AI
(e.g. Barlas, 2003; Wiley et al, 1977), the
question about the most suitable AI measure
to be used in IPA is still being discussed in
the literature (e.g. Aigbedo and Parames-
waran, 2004). However, when reviewing the
IPA literature, it appears as if researchers
overlook a considerable debate on the meas-
urement of AI which is going on in the mar-
keting/management literature. Such it is
widely accepted that AI is a multidimen-
sional concept and that different impohance
measures assess its different dimensions
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razlicite mjere VA mjere razli cite dimenzije
ovog koncepta (Jaccard et al., 1986.; Myers
i Alpert, 1968., 1977.). Kako bi se odredila
najprikladnija mjera VA u AVP pofrebno je
odrediti sto se tocno mjeri pojedinim
mjerama koje se koriste u AVP - tj., sa
direkmim oejenama vaznosti te sa statisticki
deriviranim oejenama vaznosti, najcesce
regresijskim koeficijentima. Prema Van
Ittersum et al. (2007.), koji su napravili
meta-pregled valjanosti mjerenja VA, di-
rektnim oejenama VA mjeri se relevantnost
atributa, dok se statisticki deriviranim mje-
rama mjeri determinantnost atributa. Rele-
vantnost se moze opisati kao vaznost atri-
buta usluzne konfiguracije percipirana od
strane korisnika na osnovu postojecih indu-
strijskih normi i standarda. U tom pogledu
relevantnost je slicna stavu. Determinan-
tnost predstavlja vaznost atribute u evalua-
ciji i izboru korisnika (Myers i Alpert,
1977.), koja"... se u pravilu racuna na te-
melju razlika u vrednovanju razlicitih razina
(performansa) atributa" (Van Ittersum et al.,
2007., str.1180). U usporedbi s relevantno-
scu atributa kao relativno stabilnim kon-
ceptom, determinantnost je dinamican kon-
cept koji ovisi o razini performanasa atri-
bute (PA). Zbog ovih konceptualnih razlika
hipotetski je moguce da relevantni afributi
nisu jako determinantni, te vice versa. Stoga
se postavlja pitanje koju mjeru VA koristiti
u AVP? Odgovor je obje mjere. S obzirom
da relevantnost i determinantnost predstav-
ljaju dvije konceptualno razlicite dimenzije
VA, koristenje iskljucivo jedne vrste mjere
VA moglo bi rezultirati suboptimalnim ili
cak stetnim preporukama za odredivanja
prioriteta elemenata usluge. Tako bi se mo-
glo dogoditi da neki atributi koji su pereipi-
rani jako vaznima (tj. imaju visoku razinu
relevantnosti), u biti nemaju veliki utjeeaj u
evaluaciji i/ili izboru usluge (tj. nemaju ek-
vivalentno visoku razinu determinantnosti),
te obmuto. Stoga autori ove studije predlazu
da se u AVP doda i treca dimenzija integri-
ranjem relevantnosti (tj. eksplieitne vaz-
nosti) i determinantnosti (tj. implicitne vaz-
(Jaccard et al., 1986; Myers and Alpert,
1968, 1977). Consequently, in order to de-
cide upon the most suitable AI measure for
IPA, there is a need to specify what exactly is
being assessed with the measures that are
typieally used in IPA—i.e., with direct im-
portance ratings and statistically derived im-
portance weights, most usually multiple re-
gression coefficients. According to Van Itter-
sum et al. (2007), who conducted a meta-re-
view on the validity of AI measurement, di-
rect ratings assess Xhtrelevance of attributes,
whereas statistically derived weights assess
the determinance of attributes. Relevance, on
the one hand, could be deseribed as the cus-
tomer-perceived importance of an attribute in
a service-configuration based on existing in-
dustry norms and standards. In this regard,
relevance is similar to an attitude. On the
other hand, determinance represents an at-
tribute's importance in judgment and choice
(Myers and Alpert, 1977), which "...is gen-
erally calculated based on the differenee in
(valuation of) different attribute levels" (Van
Ittersum et al., 2007, p.ll80). Accordingly,
compared to relevance, whieh is a relatively
stable concept, determinance is a dynamic
concept which is dependent on the level of
attribute-performance (AP). Moreover, as a
consequenee of these conceptual differences
it is hypothetically possible that highly rele-
vant attributes are not very determinant, and
viee versa. So, which type of AI should be
used in IPA? The answer is, both. Since rele-
vance and determinance represent two con-
ceptually different dimensions of AI, the use
of only one type of AI could result in subop-
timal or even misleading recommendations
regarding the prioritization of service ele-
ments. Such it may happen that some attrib-
utes, which are perceived highly important
by customers (i.e. which have a high level of
relevanee), in fact do not have a large impact
on judgment and/or choice (i.e. have a high
level of determinance), and the other way
round. The authors of this study therefore
suggest adding a third dimension to IPA, by
integrating both determinanee (i.e. implicit
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nosti), jer bi ovakav pristup zasigumo
smanjio rizik pogresne alokacije resursa u
aktivnostima poboljsanja kvalitete usluga.
2.2. Prosirena analiza vaznosti i
performansi
Na temelju specifikacije onoga sto se to-
cno mjeri direktnim ocjenama (relevantnost)
i statisticki deriviranim mjerama VA (de-
terminantnost), autori ove studije predlazu
prosireni okvir AVP koji integrira obje vrste
mjera VA. Stoga ce se prosirena AVP zvati
trodimenzionalna AVP (3D-IPA). Me dutim,
kako bi trodimenzionalni prikaz rezultata
mogao biti nepregledan, u provodenju ana-
lize ce biti konstmirana dvodimenzionalna
matrica uz pomoc ocjena relevantnosti i
determinantnosti elemenata usluge. Svi
elementi koji imaju iznadprosjecne perfor-
manse bit ce u matrici oznaceni plusom (+),
a elementi s ispodprosjecnim performan-
sama minusom (-) (Prikaz 2).
AI) and relevance (i.e. explicit AI) into the
analysis, because such an approach would be
certain to decrease thaisk of resource mis-
allocations in service improvement strategies.
2.2. Extended importance-
performance analysis
Following the specification of what ex-
actly is being measured with direct impor-
tance ratings (relevance) and statistically de-
rived importance weights (determinance),
the authors of this study propose an ex-
tended IPA framework that integrates both
types of AI measures. The extended IPA
will consequently be referred to as three-
dimensional IPA (3D-IPA). Since, however,
a 3D representation of results could be con-
fusing, a two-dimensional grid will be con-
stmcted using scores of relevance and de-
terminance of service elements, whereas
service elements with a performance level
below average (i.e. below the grand mean of
performance scores) will be marked with a
minus (-), and service elements with a per-
formance-level above average will be
marked with a plus (+) (Fig. 2).
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Usporedbom relevantnosti i determi-
nantnosti 3D-AVP otkriva cetiri temeljne
kategorije elemenata usluge:
• Prividni kljucni faktori ZK/N (visoka
relevantnost/niska determinantnost):
Putnik ove elemente usluge percipira
jako vaznima i ocekuje odrsdenu ra-
zinu performansi u skladu s indus-
trijskim standardima, ali oni nemaju
velik utjecaj na njegov izbor i/ili za-
dovoljstvo. Elemente usluga iz ove
kategorije sva konkurentska podu-
zeca na nekom trzistu u pravilu pru-
zaju na zadovoljavajucim razinama.
Stoga bi menadzeri trebali pratiti
inovacije u ovim podrucjima, s obzi-
rom da bi one mogle rezultirati kon-
kurentskim prednostima.
• Osnovni kljucni faktori ZK/N (visoka
relevantnosti/visoka determinan-
tnost): Elemente usluge iz ove sku-
pine putnici percipiraju jako vaznim,
i oni imaju snazan utjecaj na njegov
izbor i/ili zadovoljstvo, te bi im me-
nadzment trebao dodijeliti najvisi
opci prioritet u aktivnostima pobolj-
sanja kvalitete. Ovi elementi usluge
By comparing relevance and determi-
nance of service elements, the 3D-IPA re-
veals, four distinct categories of service ele-
ments:
• Spurious key-drivers of CS/D (high
relevance/low determinance)Jhe
passenger perceives these service
elements highly important and
expects a certain performance-level
according to industry standards.
However, these service elements
have no great influence on choice
and/or satisfaction outcome. The
elements in this category are usually
provided by all competitors in a
market at a satisfactory level, which
is why managers should track inno-
vations regarding them, as these co-
uld result in a competitive advantage.
• Elemental key-drivers of CS/D (high
relevance/high determinance): Ser-
vice elements in this category are
perceived highly important by pas-
sengers, and have a strong influence
on choice and/or satisfaction out-
come. The management should the-
refore assign this category highest
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U pravilu cine jezgru proizvoda.
Kako bi ostvarili konkurentsku pred-
nost menadzment bi se primamo tre-
bao koncentrirati na ovu kategoriju
faktora.
• Periferni kljucni faktori ZK/N (niska
relevantnost/visoka determinan-
tnost): Za razliku od prethodne dvije
kategorije, elementi usluga iz ove
kategorije imaju nisku razinu rele-
vantnosti, jer ih putnici ne smafraju
esencijalnima u konzumiranju os-
novne usluge, medutim, oni ipak
imaju snazan utjecaj na izbor i/ili za-
dovoljstvo putnika. Ovi elementi
usluge u pravilu cine prosirenu us-
lugu. Menadzeri koji traze prilike za
diferencijaciju od konkurencije fre-
bali bi se fokusirati na ovu kategoriju
faktora.
• Elementi nize vaznosti (niska rele-
vantnost/niska determinantnost) :
Elemente usluge iz ove kategorije
putnici ne percipiraju vaznim, niti
oni imaju znacajniji utjecaj na njegov
izbor i/ili zadovoljstvo. U usporedbi
s prethodne fri kategorije faktora tre-
bali bi imat nizi opci prioritet u ak-
tivnostima unapredenja kvalitete us-
luge.
S obzirom da determinantnost elementa
usluge ovisi o razini njegovih performansi,
autori ove studije nadalje predlazu koristenje
analize kazni i nagrada (AKN) u kombinaciji
s AVP, kako bi se ustanovilo da li su poten-
cijali stvaranja nezadovoljstva (PSN) pojedi-
nih elemenata usluge manji, veci ili podjed-
naki njihovim potencijalima stvaranja
zadovoljstva (PSZ). AKN je primjenjivana u
nekoliko studija koje su istrazivale asimetri-
cne efekte formiranja ZK (npr. Brandt, 1987.;
Matzler et al., 2004.; Mikulic i Prebezac,
2008.; 2010.). Informacije o asimetricnim
efektima mogu biti korisne menadzerima
kada su dva ili vise elemenata usluge blizu u
3D-AVP-matrici, i kada je razina njihovih
priority in improvement strategies.
These service elements usually form
the core service. In order to achieve a
competitive advantage, the manage-
ment should primarily concentrate on
this category.
• Peripheral key-drivers of CS/D (low
relevance/high determinance): In
contrast to the first two element-ca-
tegories, elements in this category
have a low level of relevance, beca-
use passengers do not consider them
essential for providing the basic ser-
vice, but they have nevertheless a
large influence on choice and/or sati-
sfaction outcome. These elements
usually form the augmented service.
Managers, who are looking for op-
portunities to differentiate themsel-
ves from their competitors, should
focus on this category.
• Lower-importance elements (low
relevance/low determinance)Ser-
vice elements in this category are not
perceived very important by passen-
gers, and they do not have a strong
influence on choice and/or satisfac-
tion outcome. This category of ser-
vice elements should be assigned
lower priority than the other three
categories in improvement strategies.
Since the determinance of a service ele-
ment is dependent on its level of perform-
ance, the authors of this study further suggest
using the 3D-IPA in combination with a pen-
alty-reward contrast analysis (PRCA), in or-
der to explore whether the dissatisfaction-
generating potential (DGP) of the analyzed
service elements is larger, smaller or equal to
their satisfaction-generating potential (SGP).
The PRCA has been used in several studies
to explore such asymmetric effects in CS
(e.g. Brandt, 1987; Matzler et al., 2004; Mi-
kuUc and Prebezac, 2008; 2010). Information
about asymmetric effects becomes an inter-
esting issue for managers when two or more
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performansi slicna. U takvim slucajevima
elementi usluge za koje vrijedi PSN>PSZ (tj.
stvaratelji nezadovoljstva) trebali bi imati
visi prioritet od elemenata za koje vrijedi
PSZ>PSN (tj. stvaratelji zadovoljstva) kada
je njihova razina performansi niska, dok bi
stvaratelji zadovoljstva trebali imati visi prio-
ritet od stvaratelja nezadovoljstva kada je
njihova razina performansi visoka. Shodno
tome prioriteti elemenata usluge se odreduju
u dva koraka. U provom koraku primjenjuje
se 3D-AVP za odredivanje opcih prioriteta
poboljsanja, a u dmgom koraku se primje-
njuje AKN za defmiranje detaljnijih priori-
teta, ukoliko je to potrebno.
3. EMPIRIJSKA STUDIJA
Podaci koji su koristeni u ovoj studiji pri-
kupljeni su periodicnim ispitivanjem zado-
voljstva korisnika u jednoj od vecih hrvatskih
zracnih luka u jesen 2008. godine. Ispitivanje
su provodili profesionalni istrazivaci trzista
angazirani od strane uprave zracne ltike. Pro-
vedeno je osobno ispitivanje putnika primje-
nom standardiziranog upitnika za vrijeme
cekanja na let u prostom medtmarodnog od-
laska zracne luke. Instmment istrazivanja je
obuhvacao osam elemenata usluge koji su
identificirani kao znacajni izvori ZiC/N u
pred-testiranju anketnog upitnika. Elementi
usluge su: (1) 'Jednostavnost snalazenja', (2)
'Dostupnost informacija o letovima', (3) 'Efi-
kasnost check-in postupka', (4) 'Ponuda
restorana i kafica', (5) 'Mogucnosti kupovi-
ne', (6) 'Razina komfora zgrade', (7) 'Ljubaz-
nost osoblja zracne luke' te (8) 'Ponuda letova
iz zracne lLike'. Performanse atributa te
sveukupno zadovoljstvo (SZ) putnika usluga-
ma zracne luke mjereno je ljestvicama za
direktno ocjenjivanje od 1 ('Vrlo nisko') do 5
('Vrlo visoko'). Relevantnost atributa (tj.
percipirana vaznost) takoder je operacionali-
zirana ljestvicama za direktno ocjenjivanje
od 1 ('Malo vazno') do 5 ('Iztizetno vazno').
Ukupno 1017 kompletno popunjenih i iskori-
stivih upitnika koristeno je u analizi ove
studije.
service elements are located nearby in the
3D-IPA, and when performance-levels of
these elements are similar. In such cases, ser-
vice elements with a larger DGP than SGP
(i.e. dissatisfiers) should, as a mle-of-thumb,
have higher priority than elements with a
SGP exceeding its DGP (i.e. satisfiers) when
performance is low, whereas satisfiers should
have higher priority than dissatisfiers when
performance is high. Consequently, service
elements should be prioritized for improve-
ment in two steps. In a first step, 3D-IPA
should be used to infer general priority-lev-
els, whereas the PRCA should be used in a
second step to refine the prioritization, if nec-
essary.
3. EMPIRICAL STUDY
The data used in this study were collected
as part of a periodic customer satisfaction
survey at a major Croatian intemational air-
port during fall 2008. The survey was con-
ducted by professional market researchers
entitled by the airport authority. Passengers
were surveyed in face-to-face interviews by
means of a standardized questionnaire while
waiting in the intemational department
lounge of the airport. The survey instmment
encompassed eight service elements which
were found to be significant sources of CS/D
in the questionnaire pretest stage. The service
elements were: (1) 'Ease of way-finding', (2)
'Availability of flight information', (3)
'Check-in efficiency', (4) 'Dining/drinking
possibilities', (5) 'Shopping possibilities', (6)
'Comfort level of the building', (7) 'Courtesy
of airport staff and (8) 'Airport flight sched-
ule'. Service attribute-performance and over-
all satisfaction (OS) with the passenger ser-
vices offered by the airport were measured
with rating scales from 1 ('very low') to 5
('very high'). Attribute-relevance (i.e. cus-
tomer-perceived importance) was also meas-
ured with direct rating scales from 1 ('little
importance') to 5 ('very important'). In total,
1017 fully completed and usable question-
naires provided the data for this study.
170 Acta turistica. Vol 22 (2010), No 2, pp 131-252
3.1. Analiza i rezultati 3.1. Analysis and results
U prvom su koraku racunati pokazatelji In the first step, scores of determinance,
determinantnosti, relevantnosti i performan- relevance and performance of the analyzed
sa elemenata usluge. Aritmeticke sredine su service elements were calculated. Arithme-
kalkulirane da bi se dobili pokazatelji tic means were calculated to obtain indica-
performanasa i relevantnosti elemenata, dok tors of element-performance and element-
su pokazatelji determinantnosti elemenata relevance, whereas indicators of element-
dobiveni visestrukom regresijskom anali- determinance were obtained through a mul-
zom u kojoj su performanse elemenata spe- tiple regression analysis with element-per-
cificirane kao nezavisne varijable, a SZ formance scores as predictors, and OS with
uslugama zracne luke kao zavisna varijabla the airport services as the criterion variable
(Tablica 1). (Table 1).
Tablica 1: Relevantnost, determinantnost i performanse usluga putnicima
u zracnim lukama
Table 1: Scores of relevance, determinance and performance
of airport passenger services
Element usluge Relevantnost Determinantnost Performanse
Service element Relevance Determinance Performance
1. Jednostavnost snalazenja ,
, „ . . , . 4.51 0.056 4.37
1. Ease oj way-jinding
2. Dostupnost informacija o letovima
4 23 0 038 4 26
2. Availability offiight information
3. Efikasnost check-in postupka
. Check-in ejjiciency
4. Ponuda restorana i kafica ,.
. „• • /J • ;• ur • 3.58 0.117 3.18
4. Dimng/drinkingpossibilities
5. Mogucnosti kupovine
. „, . .... . 3.63 0.124 3.49
5. Shopping possibilities
6. Razina komfora zgrade ,„
, ^ f , , fl . .,,. 4.47 0.150 3.85
6. Comfort level of the building
1. Ljubaznost osoblja zracne luke ,„
J r , f • ff '̂ •64 0.146 4.17
7. Courtesy oj airport staff
8. Ponuda letova iz zracne luke .„
SA- fí- u u A 1 4.40 0.132 3.89
8. Airport fiight schedule
Aritmeticke sredine svih ocjena
„ , 4.25 0.111 3.94
Grand means
Napomene: ***p<0.001; **p<0.01; *p<0.1; ns = nije signifikantno; pokazatelji
determinantnosti su nestandardizirani regresijski koeficijenti; R^=0.582.
Notes: ***p<0.001; **p<0.01; *p<0.1; ns = not significant; determinance scores are
unstandardized regression coefficients; R^=0.582.
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3.1.1. Trodimenzionalna analiza
vaznosti i performanasa
U konstmiranju 3D-AVP pokazatelji
relevantnosti oznaceni su na horizontalnoj
osi, a pokazatelji determinantnosti na
vertikalnoj osi. Matrica je potom podijeljena
na cetiri kvadranta koristenjem aritmeticke
sredine svih pokazatelja relevantnosti
(RGM=4.25) i svih pokazatelja determinant-
nosti (DGM=0.1 11). Nadalje, elementi usluge
s ispodprosjecnim performansama (tj. s
performansama manjima od aritmeticke sre-
dina svih ocjena performanasa; Pg„,=3.94)
oznaôeni su minusom (-), a elementi s
iznadprosjecnim performansama (tj. s per-
formansama iznad aritmeticke sredine svih




The 3D-IPA grid was constmcted by
depicting relevance-scores along the hori-
zontal axis, and determinance-scores along
the vertical axes. To divide the grid into
four quadrants, grand means of relevance-
scores (RGM=4.25) and determinance-scores
(DGM=0.111) were used. Moreover, service
elements with a performance-level below
average (i.e. below the grand mean of at-
tribute-performance scores; Pgm=3.94) were
marked with a minus (-), and elements with
a performance-level above average per-
formance were marked with a plus (+) (Fig.
3).


































Napomene: Performanse atributa su prikazane u zagradi. Atributi oznaceni sa + imaju
iznadprosjecne performanse, a atributi oznaceni sa - imaju ispodprosjecne performanse.
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Notes: Attribute-performance scores are shown in brackets. Attributes marked with a +
perform above average, attributes marked with a - perform below average.
3D-AVP otkriva da je (1) 'Jednostavnost
snalazenja' prividni kljucni faktor zadovolj-
stva. Ovaj element putnici percipiraju
iznimno vaznim (Ri=4.51), medutim, on
ima tek manji utjecaj na SZ (bi=0.056).
Kako je razina performansi relativno visoka
(Pi=4.37), ovaj element ne zahtjeva posebnu
pozomost menadzera.
, Nadalje, (3) 'Efikasnost check-in po-
stupka, (6) 'Razina komfora zgrade, (7)
'Ljubaznost osoblja zracne luke' te (8)
'Ponuda letova iz zracne luke' kategorizirani
su kao osnovni kljucni faktori ZK/N.
Putnici percipiraju ova cetiri elementa jako
vaznim (R3=4.50, R6=4.47, R7=4.64 and
R8=4.40), i oni uistinu imaju snazan utjecaj
na razinu SZ (D3=0.135, D6=0.150,
D7=0.146 and D8=0.132). Buduci da dva
elementa imaju ispodprosjecne performanse
- tj. (6) 'Razina komfora zgrade' (P6=3.85) i
(8) 'Ponuda letova iz zracne luke' (P8=3.89),
menadzment zracne luke bi im trebao
The 3D-IPA reveals that 'ease of way-
finding' is a spurious key-driver of CS/D.
This element is considered highly important
by passengers (Ri=4.51), but it has only a
minor influence on OS (bi=0.056). As its
performance-level is relatively high
(P 1=4.37), it does not necessitate any par-
ticular managerial action.
Furthermore, (3) 'Check-in efficiency', (6)
'Comfort level of the building', (7) 'Courtesy
of the airport staff and (8) 'Airport flight
schedule' are categorized as elemental key-
drivers of CS/D. Passengers perceive these
four service elements highly important
(R3=4.50, R6=4.47, R7=4.64 and Rs=4.40, re-
spectively), and they indeed strongly influ-
ence the level of OS (D3=0.135, D6=0.150,
D7=0.146 and D8=0.132, respectively). Since
two of these elements perform below aver-
age—i.e., (6) 'Comfort level of the building'
(P6=3.85) and (8) 'Airport flight schedule'
(P8=3.89), the airport management should as-
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dodijeliti najvisi prioritet u aktivnostima
unapredenja kvalitete.
Nadalje, (4) 'Ponuda restorana i kafica'
te (5) 'Mogucnosti kupovine' su katego-
rizirani kao periferni kljucni faktori ZK/N.
Ove elemente putnici percipiraju relativno
manje vaznim (R4=3.58 i R5=3.63), ali oni
unatoc tome imaju snazan utjecaj na razinu
SZ (D4=0.117 i D5=0.124). Buduci da obdva
eleinenta imaju ispodprosjecne performanse
(P5=3.49 i P4=3.18), menadzment zracne
luke bi trebao razmotriti poboljsanje ovih
elemenata odmah nakon unapredenja
kvalitete (6) 'Razine komfora zgrade' te (8)
'Ponude letova iz zracne luke'.
Element (2) 'Dostupnost informacija o
letovima' kategoriziran je kao element
manje vaznosti, ali se nalazi blizu granice
prema prividnim kljucnim faktorima SZ/N,
zbog cega ga ne bi trebalo smatrati potpuno
nevaz:nim. Kako je razina performansi ovog
elementa visoka (P2=4.26), on ne bi frebao
iziskivati posebnu pozomost menadzera.
3.1.2. Analiza kazni i nagrada
U iducem koraku je provedena AKN
radi istrazivanja asimetricnih efekata izme-
du razine percipiranih performansi elemena-
ta usluge i utjecaja elemenata usluge na SZ
putnika. Za svaki element kreirana su dva
seta binamih varijabli. Prvi set nastao je
kodiranjem samo najnizih ocjena perfor-
mansi kao T (P=l), dok su sve ostale
ocjene kodirane kao '0' (P=2, 3, 4, i 5). Ovaj
set je koristen za mjerenje utjecaja
elemenata usluge na SZ u slucaju vrlo niske
razine percipiranih performansi. Analogno,
drugi set je kreiran kodiranjem samo
najvisih ocjena performansi kao '1' (P=5),
dok su sve ostale ocjene kodirane kao'O'
(P=l, 2, 3, i 4). Ovaj set je koristen za
mjerenje utjecaja elemenata usluge na SZ u
slucaju vrlo visoko razine percipiranih
performansi. Ova dva seta binamih varijabli
koristena su za svaki element usluge kao
nezavisna varijabla, a ocjena SZ kao zavisna
varijabla, da bi potom bila provedena
sign these two elements highest priority in
improvement strategies.
Moreover, (4) 'Dining/drinking possi-
bilities' and (5) 'Shopping possibilities' are
categorized as peripheral key-drivers of
CS/D. These elements are perceived rela-
tively less important by passengers
(R4=3.58 and R5=3.63, respectively), but
they in fact have a strong influence on the
level of OS (D4=0.117 and D5=0.124, re-
spectively). Since both elements perform
below average (P5=3.49 and P4=3.18, re-
spectively), the airport management should
consider improving them right after (6)
'Comfort level of the building' and (8) 'Air-
port flight schedule'.
Element (2) 'Availability of flight infor-
mation' falls into the category of lower-im-
portance elements, but it is located close to
the border towards spurious key-drivers of
CS/D. It should therefore not be considered
completely unimportant. However, its per-
formance-level is high (P2=4.26), and thus it
does not necessitate any action.
3.1.2. Penalty-reward contrast analysis
In the next step a PRCA was conducted
to test for asymmetric effects in the relation-
ship between perceived performance of the
service elements and the elements' impact
on passenger OS. For each service element,
two sets of dummy variables were created.
The first set was created by coding only
lowest ratings of performance-perceptions
as '1' (P=l), whereas all other ratings were
coded as '0' (P=2, 3, 4, and 5). This set was
used to measure the impact of service ele-
ments on OS in cases of very low perform-
ance-perceptions. The second set was cre-
ated by coding highest performance ratings
as '1' (P=5), whereas all other ratings were
coded as '0' (P=l, 2, 3, and 4). This set was
used to measure the impact of the elements
on OS in cases of very high performance-
perceptions. A multiple regression analysis
was then conducted using the two sets of
dummy variables as predictors, and OS as
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visestmka regresijska analiza. Za svaki the criterion variable. For each service ele-
element usluge dobivena su dva regresijska ment, two regression coefficients were ob-
koeficijenta. Prvi koeficijent k^antificira tained. The first coefficient indicates an
utjecaj elementa na SZ u slucaju vrlo niske element's impact on OS in cases of very low
percepcije performansi (koeficijent kazne), performance-perceptions (penalty coeffi-
a dmgi koeficijent kvantificira utjecaj cient), whereas the second coefficient indi-
elementa na SZ u slucaju vrlo visokih cates an element's impact on OS in cases of
percepcija performansi (koeficijent nagrade) very high performance-perceptions (reward
(Tablica 2). coefficient) (Table 2).
Tablica 2: Rezultati AKN
Table 2: PRCA results
Element usluge Koeñcijent kazne Koeficijent nagrade
Service element Penalty coefficient Reward coefficient
1. Jednostavnost snalazenja
1. Ease of way-finding
2. Dostupnost informacija o letovima
2. Availability ofßight information
3. Efikasnost check-in postupka
3. Check-in efficiency




6. Razina komfora zgrade
6. Comfort level of the building.
1, Ljubaznost osoblja zracne luke
7. Courtesy of airport staff


















Napomene: *'*'*p<0.001; **p<0.01; '*p<0.1; ns= nije signifikantno; R^=0.453.
Notes: ***p<0.001; **p<0.01; *p<O-l; ns= not significant; R^=0.453.
Usporedba koeficijenata kazni (KK) sa A comparison of reward-coefficients
koeficijentima nagrada (KN) otkriva da je (RC) with penalty-coefficients (PC) reveals
odnos performansi i determinantnosti otpri- that the performance-determinance relation-
like simetrican za pet elemenata usluge (ICN ship is approximately symmetric for five of
»̂  ÍÜC I) - tj. za (3) 'Efikasnost check-in the analyzed atfributes (RC ^ ÍC |)—i.e.,
postupka' (KN3=0.113, KK3=-0.109), (4) for (3) 'Check-in efficiency' (RC3=0.113,
'Ponudu restorana i kafica' (KN4=0.102, PC3=-0.109), (4) 'Dining/drinking possibili-
KK4=-0.104), (5) 'Mogucnosti kupovine' ties' (RC4=0.102, PC4=-0.104), (5) 'Shop-
(KN5=0.120, KK5=-0.118), (6) 'Razinu ping possibilities'(RC5=0.120, PC5=-0.118),
komfora zgrade' (KN6=0.137, KK6=-0.125) (6) 'Comfort level of the building'
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te (8) 'Ponudu letova iz zracne luke'
(KN8=0.076, KK8=-0.070). Pozitivan utjecaj
ovih elemenata na SZ u slucaju vrlo visoko
percipiranih performansi je otprilike jednak
njihovom negativnom utjecaju u slucaju
vrlo nisko percipiranih performansi. Medu-
tim, AKN otkriva znacajne asimetrije kod
tri elementa usluge. S jedne strane, (1) 'Jed-
nostavnost snalazenja' (KNi=0.028, KK,=-
0.062) te (2) 'Dostupnost informacija o
letovima' (KN2=0.028, KK2=-0.040) su ele-
menti usluge sa znacajno vecim utjecajem
na SZ kada su percipirane performanse
niske, nego kada su visoke. Stoga se ova
dva elementa mogu nazvati stvarateljima
nezadovoljstva. Medutim, kako su razine
njihovih performansi relativno visoke
(Pi=4.37 i P2=4.26), ova dva elementa ne
iziskuju posebnu interveneiju od strane
menadzmenta. S dmge strane, (7) 'Ljubaz-
nost osoblja zracne luke' jest element usluge
sa znacajno jacim utjecajem na SZ kada su
percipirane performanse visoke nego kada
su niske (KN7=0.161, KK7=-0.092). Stoga
se ovaj element moze nazvati stvarateljem
zadovoljstva. Razina performansi ovog
elementa je relativno visoka (P7=4.17),
medutim, kako se radi o visoko determi-
nantnom elementu sa pozitivno asimetri-
cnim utjecajem na SZ, on jos uvijek ima
neiskoristene potencijale za povecanje
razine SZ. Da bi povisili razinu SZ menadz-
ment zracne luke bi trebao razmotriti
unapredenje performansi i ovog elementa,
nakon rjesavanja problema s performan-
sama cetiri najkriticnija elementa usluge
koji su identificirani kroz 3D-AVP (tj. (8)
'Ponuda letova iz zracne luke', (6) 'Razina
komfora zgrade', (5) 'Mogucnosti kupovine'
te (4) 'Ponuda restorana i kafica').
(RC6=0.137, PC6=-0.125) and (8) 'Airport
flight schedule (RC8=0.076, PC8=-0.070).
The positive impact of these service ele-
ments on OS in case of very high perform-
ance-perceptions is aproximately as large
as their negative impact on OS in case of
very low performance-perceptions. How-
ever, the analysis also revealed significant
asymmetries for three attributes. On the one
hand, (1) 'Ease of way-finding' (RCi=0.028,
PC,=-0.062) and (2) 'Availability of flight-
information' (RC2=0.028, PC2=-0.040) are
service elements witha significantly larger
impact on OS when perceived performance
is poor, than when it is very high. These two
service elements could thus be referred to as
dissatisfiers. However, since their perform-
ance-level is relatively high (Pi=4.37 and
P2=4.26, respectively), they do not neeessi-
tate immediate action. On the other hand,
(7) 'Staff courtesy' is a service element with
a significantly larger impaet on OS when
perceived performance is very high, than
when it is very low (RC7=0.161, PC7=-
0.092). This attribute could be referred to as
a satisfies The performance-level of this at-
tribute is high (P7=4.17), but since it is a
highly determinant attribute, it has still a
great portion of unused potenfial to increase
the level of OS. Therefore, after having re-
solved the performance-problems of the
four most critical service elements identified
through 3D-IPA (i.e. (8) 'Airport fiight
schedule', (6) 'Comfort level of the build-
ing', (5) 'Shopping possibilities' and (4)
'Dining/drinking possibilities'), the man-
agement should also consider improving the
performanee-level of (7) 'Courtesy of air-
port staff, in order to increase the level of
OS.
4. ZAKLJUÓAK
Menadzeri zracnih luka koji koriste
mjere vaznosti pri odredivanju prioriteta
elemenata usluge u aktivnostima unaprede-
nja kvalitete, trebali bi biti svjesni da mjere
4. CONCLUSION
Airport managers who use measures of
importance in prioritizing service elements
for improvement should be aware that ex-
plicit measures (e.g. direct importance rat-
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eksplicitne vaznosti (npr. direktne ocjene
vazno3ti) i mjere implicitne vaznosti (npr.
koeficijenti dobiveni regresijom izmedu
performansi atributa usluge i globalne mjere
performansi usluge) ne mjere isti koncept.
Kao posljedica toga, oslanjanje na samo je-
dnu vrstu mjere moze rezultirati subopti-
malnim ili cak stetnim implikacijama za up-
ravljanje kvalitetom.
Autori ove studije stoga predlazu kom-
biniranje mjera eksplicitne i implicitne vaz-
nosti u donosenju odluka, jer bi takav pris-
tup smanjio rizik pogresnih procjena u
alokaciji resursa u aktivnostima unapredenja
kvalitete usluga. Odredivanje prioriteta tre-
balo bi se odvijati u dva koraka. Prvi korak,
trodimenzionalna analiza vaznosti i perfor-
mansi (3D-AVP), moze posluziti za izvode-
nje opcih prioriteta poboljsanja elemenata
usluge temeljem relevantnosti, determinan-
tnosti i performansa elemenata usluge.
Dmgi korak, analiza kazni i nagrada
(AKN), moze pmziti uvid u asimetricne
efekte u odnosu izmedu percipiranih per-
formansi elemenata usluge i utjecaja eleme-
nata usluge na sveukupno zadovoljstvo put-
nika. Rezultati AKN mogu se koristiti za
doradu prioriteta dobivenih na osnovu 3D-
AVP, ukoliko je to potrebno.
Iako je primjenjivost i korisnost kombi-
nacije 3D-AVP i AKN demonstrirana na
slucaju zadovoljstva putnika uslugama zra-
cne luke, predlozeni se analiticki okvir
moze primijeniti i u istrazivanju dmgih us-
luga iz podmcja turizma i ugostiteljstva.
Medutim, nije moguce generalizirati indivi-
dualne nalaze ove studije na dmge zracne
luke ili dmge usluge.
ings) and implicit measures (e.g. coeffi-
cients obtained by regressing attribute-per-
formance data against a global performance
measure) do not assess the same concept.
Consequently, relying only on one type of
importance measure could result in subop-
timal or even misleading managerial impli-
cations.
The authors of this study therefore sug-
gest combining both implicit and explicit
importance measures in decision-making, as
this reduces the risk of possible resource
misallocations in service improvement
strategies. Moreover, it is suggested priori-
tizing service elements for improvement in
two steps. In a first step, a three-dimen-
sional importance-performance analysis
(3D-IPA) should be used to obtain a general
prioritization of service elements, based on
the relevance, determinance and perform-
ance of service elements. In a second step, a
penalty-reward contrast analysis (PRCA)
should be used to gain insight into asym-
metric effects in the relationship between
perceived performance of service elements
and the elements' impact on overall satis-
faction. Results from the PRCA could then
be used to refine the prioritization obtained
through the 3D-IPA, if necessary.
Although the applicability and useful-
ness of a combination of 3D-IPA and PRCA
has been demonstrated in a case study of
passenger satisfaction with airport services,
the analytical framework could also be ap-
plied to other services related to tourism and
hospitality. It is, however, not possible to
generalize the individual findings of this
case study to other airports, or to other busi-
ness sectors.
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